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Center for Survey Research 
College of Social and Behavioral Sciences 

3045 Derby Hall 
154 North Oval Mall 

Columbus, OH  43210 
Tel.: 614.292.6672 

 
An important trend in the management of complex organizations is to increasingly rely on systematic, 
representative data to help gauge the effectiveness of various policy initiatives and assess how various 
organizational goals are being met. Years ago it may have been a common practice to make decisions based 
on impressionistic evidence or intuition, but in today’s world it is increasingly common to see important 
decisions based on systematic data. This is a very healthy trend because it creates a rational environment 
for decision-makers and suggests that important decisions will be made in an informed manner. Everyone 
in the community benefits from sound decision-making. 
 
The City of Columbus has a long and important tradition of studying citizen satisfaction with basic city 
services through scientific surveys. The feedback that officials receive from these data about their 
performance in delivering basic city services is critical in highlighting things that need improvement as 
well as developing evidence to show that many things are being done as they should be. 
 
The 2002 Columbus Citizen Satisfaction Survey represents a bold philosophical and technical advance over 
previous efforts. In 2002 the city requested that the data be analyzed by 12 neighborhood service districts. 
The Center for Survey Research at Ohio State University responded to this difficult research challenge 
because the project was interesting and complex. Another motivation was that the project would be an 
opportunity to combine survey research tools and geographic information systems that are too rarely used 
together. 
 
As the lead agency in this effort, we formed a partnership with the OSU Center for Urban and Regional 
Analysis and its director, Dr. Edward Malecki, a very prominent urban geographer. We also brought into 
the project Dr. Trevor Brown, a professor in the OSU School of Public Policy and Management, whose 
research specialization focuses on the delivery of municipal services. The report in your hands is the 
culmination of this partnership.  
  
In our democratic system of government, citizens typically have their voices heard through voting. Voting 
is the foundation of our democratic system of governance and a fundamental right of citizens, but it is not 
precise with respect to expressing citizen preferences on various public policy initiatives. Careful scientific 
surveys can help policy makers and administrators understand how citizens are experiencing the city’s 
efforts to provide a variety of services. This gives important historical benchmarks against which present 
and future efforts can be judged. The city has shown years of steady progress in increasing satisfaction with 
basic services.  We are pleased to help document this progress, particularly here in our hometown, since we 
all have a stake in the quality of municipal services. 
 
Regards, 

 
Gerald Kosicki, Ph.D. 
Director 
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